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l.O INTRODUCTION

1.1 COMPANY BACKGROUND

The Municipality of Glamba used to managethe watersystern of thetown as early as 1925.
However, in 1956 the NationalWaterworks and Sewerage System Authority (NAWASA) was created
to overseethewatersystem managementofthewholeprovinceof Laguna. ln L964,the supervision
andmanagementof the water system was given back to the municipal government.

Realizingthe necessity foradequate supply of potable water for domestic and industrial use in the
locality, the Municipal Council of Calamba, headed by then Mayor Taciano Rizal, adopted and
approved ResolutionNo. S2,Seriesof 1974on August 7,1974. Theresolution providesthecreation
of the Calamba Water District {CWD} covering all areas within the geographic boundaries of the
rnunicipality, and transfering all existing f"cilities into the jurisdiction and ownership of CWD,
pursuant to Presidential Decree 1S8 (PD 198).

On September 4, 1976, LWUA which is likewise created through PD 198 to supervise all local water
districts, awarded the Conditional Certificate of Conformance #29 to CWD after the latter had
cnmpleted the minimum requirementsto form a District, grantingthe CWD the right and privileges
to function as such, as prescribed in the PD 198. During its early years, CWD is servicing around
T00concessionaires only. Good management and hard work paid off that in a span of three
decades, its coverage and number of concessionaires grew significantly to over 54,182.
Additionally, from an original single water source, the Bucal Pumping Station, CWD now
has 64 pumping stations to date.

Unwavering in its effort to expand and provide water to caterthe needs of its covered areas, CWD focused
its eyes on the improvement of existing structures, construction of new pumping stations, and
installat ion of pipelines.

1.2 APPLICANON OF THE QUATITY MANAGEMENT SYSTEM

CWD has established a quality management system that defines processes and sub-systems clearly
understood and managed by qualified and competent personnel. The scope of the company's quality
management system for certification includes the company's main seryice which is water system
management. The company's quality management system is documented to ensure fulfillment of the
needs and expectations ofcustomers and other interested parties, and the extent ofdocumentation is

appropriate to the companls policy. Standard Used: lS0 9001: 201.5, Quality Management System.

This quality manual describes the quality management system of the Calamba Water District Laboratory.
Its scope is: Water Distribution and Testing Seruices.

1.2.1The Quality Management System is applicable to the:

The Calamba Water District laboratoryls purpose is to ensure that the goals and objectives are
systematically and consistently achieved. lt is comprise of the activities which enables the
laboratory to deliver its services. lt includes the Quality Polic6 Quality Manual, Standard
Procedures, Work lnstructions and Quality Records.

All docu ments a re structured in accordance to the requ irements of the sta ndard. The changes made
to existing documents are communicated to all personnel concerned and is acknowledged by the
Head ofthe Laboratory.

Approved by:

ENGR.

Genera

SUMANGA, SR.
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L.2.2 As part of the analytical services of Calamba Water District, The Labo(atory Division provides

microbiologicaltesting aiming to identify potentially dangerous sources of water to safeguard the
health of the people.

This manual should facilitate the transfer of information necessary during inspection, review and

training.
"Process of participating in the eligibility process procedures, submit bid proposals and implement
awarded contract. Timely turnover of completed projects to the satisfaction of customefs
requirements and compliance to Statutory and Regulatory requirernents" Reduce custorner's
cornplaint and minimize reworks.

1.2.3 The Quality Management System described
requirements of ISO 9001:2015, and R.A. 9184

2006) and compliance to Statutory and
Regulatory Requ irements.

in this manual complies with the applicable

{Government Procurement Reform Act, 22 July

The Business Process Map (BPM) {Appendix 4/ attached to this manual identifies the processes

needed forthe QMS and their application. lt also shows the sequence and interaction of these
processes.

n.3 Exclusion: Sedion 8.3 - Design and/or Development, including all subsections within this clause

Justification: CWD does not design or develop the services that it provides. All service specifications are

defined by customers and outsourced service providers in terms of materials and othertechnical services.

CWD as accredited with the Water District management the Presidential Decree (PD) 198, as amended
by the PD 768 and 1479, otherwise known as the Local Water Utilities Act of 1973, paved the way for
the creation of the Local Water Utilities Administration (LWUA) to extend financialaid and assist urban
and rural water users through loans, trainings, and other forms of technical assistance. and responsibility
is laid on the shoulder of the General Manager.

1.4 Provision for External Providers: For details please refer to General Purchasing Process (CWD-PUR-

00L).

CWD team undergoes trainings relevant to their work and specialization to equip them with the
necessary knowledge and skills, and enhance their capabilities, with the highest degree of service to
flow and relates with the present trends in construction business management. CWD is committed
to perform its duties and responsibilities to protect and satisfies customet's interest. lt is in this
regard that we aim to establish, implement and maintain a quality management system to help create
an environment conducive to healthy and fair competition among other contractors and shall

continually establish mechanisms for mgre efficient and effectlve, customer focus and delivery of
quality work services to our clients and all interested customers, where ISO 9001:20L5 QMS comes

along.

As an Organization with dedicated and motivated management personnel, we are committed ta the
continual improvement in introducing responsive and meaningful reformsto promote professionalism in
the delivery of timely services to protect customeds interest and promote public safety and continual
improvement for custome/s satisfaction.

REFERENCE DOCUMENTS AND ORGANIZATION OF THE qUALITY MANUAL2,A
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2.1 The following documents contain provisions referred in this manual, and form part of the companfs
quality svstem.

ISO 9001:2015 Quality Management Systems - Requlrements
R.A. 9184 (Government Procurernent Reform Act)

Quality Procedures (Mandatory and Non-mandatory)
Process Procedu res

Department Order No.13 {Depaftment of Labor & Employment}
Occupational Safety and Health
Building Code of the Philippines (P.D. 1016)
SofL wares and Hard wares
Regu latory & Statutory Req uirements
Philippine Electrical Code

2.2 Sections 4.0 to 10.0 of this manual are aligned with the Q.uality Management System Requirements

Clause numbering of ISO 9001: 2015 standard.

2.3 This Quality Manual shall be controlled as per Control of Documented lnformation (CWD-DCC-001i

2.4 TERMS AND DEFINTTION5

2.4.L Our QMS uses the same internationally recognized terms, vocabulary and definitions given in
ISO 9001:2015.

3.0 RESPONSIBILITY

3.1 CWD team undergoes trainings relevant to their work and specialization to equip them with the
necessa ry knowledge and skills, and enhance their capabilities, with the highest degree of service

to flow and relates with the present trends in construction business management. CWD is

committed to perform its duties and responsibilities to protect and satisfies custome/s interest.
It is in this regard that we aim to establish, implement and maintain a quality management
system to help create an environment conducive to healthy and fair competition among other
Water District Management and shall continually establish mechanisms for more efficient and

effective, customer focus and delivery of quality work services to our clients and all interested
customers, where ISO 9001:2015 QMS comes along.

As an Organization with dedicated and motivated management personnel, we are committed to
the continual improvement in introducing responsive and meaningful reforms to prornote
professionalism in the delivery of timely seryices to protect custome/s interest and promote
public safety and continual improvement for custome/s satisfaction.

All personnel with responsibility and authority to manage, perform, and verify work affecting
product quality, whether directly and indirectly, have the organizational freedom as defined by:

The 6eneral Manager is the overall authority and assumes all the responsibility and commitment in

ensuring that the requirements of ISO 9001; 2015, and CWD's Quality Management System are

effectively implemented, maintained, and suited at all levels of organization.

The General Manager has the authority to recommend, appoint, and assign personnel any

sibil he/she deemed necessarv for im nting the Quality Man t Svstem. The

ENGR. RESTIIUfO g. $UMANGA, SR.

Recsmmeded bv:

Ut,#*a"*-
enu(fift.sAMrANo

ment Manager C
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General Manager and the lnternal Quality Auditors ilQA) have the responsibility to validate all the
nonconformities found during audits of the Quality Mahagement System against requirements of lS0
9001.

They are tasked to maintain Annual Audit Plan. They may verifii the suitability and effectiveness of all

corrective and taken.

The lnternal Quality Auditors (lQA) are responsible to make audit plan and conducting regular audits
to ascertain and gauge the effectiveness of the Quality Management System.

The Document Controller is responsible in securingthe distribution of all documented information
required by the Standard and by the company. Also, tasked of ensuring that only authorized relevant
copies are used by copy holders.

ln cases of prolonged absence of key personnel, respective head of each section and the
Administration Head shall release an appointment and issue a memorandum designating personnel
qualified for the job to act in behalf of the absent personnel. However, for positions other than key
personnel, no memorandum is required when the head of the section assigns the personnel with the
same capability as the one absent.

Head of Laboratory
r Manages the administrative and technicaloperations of the laboratory
r Plans programs and activities
r Consuits and advices on technical problems
. Manages the external Quality Assurance Program
r lnitiates studies to improve / update existing technologies

Supervisor
r Participates in laboratory planning and laboratory management
r Solves significant microbiological problems that require a higher than

knowledge
r Consults and advices procedural problems
r Provides expert testimony, interprets results
r Recommends standards or action for regulatory programs

Analyst
r Performs microbiologicaltests with minimum supervision
r Participates in the Quality Assurance Program
r Directs the collection and storage of samples
r Supervises preparation of glassware and media
r Summarized data and prepares report from the results
r Controls and maintain equipment

Technician
r Assist Analyst in other work assignments
. Preparation of glassware and media
r Filing of records
r Upkeep inventory of equipment, glassware, reagents and media

4.0 QUALITY MANAGEMENT SYSTEM POLICY

bench-level skill and

t Manaser C

Approved by:

JedzlQ{w oal quolity manual
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4 Context ofthe organiration

4.1 Understanding the organization and its context

4.1.1 Our Organization have established, implement and maintain an approved Quality
Management System complying with the ISO 9001:2015 standard. This shall ensure increased

effectiveness in carrying out interrelated process necessary to meet the statutory, regulatory
requirements and provide services that meets or exceeds customer requirements.

CWD shall determine external and internal issues that are releyant to its purpose and its strategic
direction and that affect its ability to achieve the intended result{s} of its quality management
system.

Ixample internal issues could includq but are not limited to:

a

a

a

a

a

I

a

t
a

a

a

a

I

it

a

a

a

lnternal issues

a

a

a

a

a

a

a

a

a

a

I

a

a

a

Structure of the organization - limited flexibility when dealing with varying
demands
Roles within the organization - Rigid, personnel willing to adopt to demands

Availability of reliable qualified and competent work force - very good {positive}
Stability of workforce - Wage benchmarking is not consistent with competitors

Staff retention - very high {positive}
Stafftraining levels

lmpact of unionization - Uncordial

Staff competency levels- h igh(positive)
Contractu al a rra n gements with customer-beneficia I

Payment terms from customers-high credit
Solvenry of customers -etc
Expansion of customer base-etc

Overall strength of business to support funding needs -etc
Relationship with investors -etc

Credit terms available .-etc
Service level agreements with customers -etc
Culture within the organization -etc
External providers' compete nce a nd ovai lobil ity

Erternal providers' com petence and ovoi lo bil ity
Avoilability and quality al csndidates to futfill our vocancies

Culture within the organization
Working hours

Staff marale
lnternal politics

G ove rn ance, P ol i ci es, obiect ives

Strategies

Capabitities

Resaurces

Knowledge

General competence

Technologies

lnformation systems

Jedz/QM oo1 quolity manual
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a

a

a

a

a

a

a

a

a

a

e

a

a

a

a

a

Decision making pracesses

R e I ati ansh i ps w ith i nte rested pa rties
P e rce pti o ns/va I u es of i nte rest e d pa fti e s

Standards, guidelines snd models adopted
Cantractu al relationships
Fotential conflicts
Pracesses for resolving conflicts
Social custams

Managemen{s obilities
Priarities
Root cause analysis obilities
lmprwement tools ond abilities to apply
Ability to mativste warkforce
Praject management expertise * new affices

Understanding and experience in implementing ISO 9AOl

Co-ope rati o n of workfo rce

Example external issues could include, but are not lirnited to:

Political, economic, social, technological, legal and regulatory - Laws changing ,affecting
product conforrnity, minimum wage changing, evolutions in more efficient machinery
affecting price

r Overall economic performance in the country - above EU norm (positive)
c Competitive environment - overall low-cost of entry in to the market
r Economic plans for future -etc
r The natu re and impact of economy on market -etc
. Customer demographic -etc
r General levels of consumer confidence -€tc
r Custsmer expectation --etc
o Standardization and certification within the industry -etc
. Regulation within the industry generally --etc

r Trade associations and lobbying powers -etc
. lmpact on neighbors. -etc

External issues

Contractual orrdngements - generally within the sectar
Campetitive environment- overoll low cost of entry into the market
Legislation, e.g. employment af non-nationals
Regulatian within the industry generally

Overatl campetition within the recruitment sector
Oversll economic climate in the cauntry
Countries environmental requirements affecting products and service

Technalogy advances

Stondardization and certificotian within the industry
Client consideration af bringing expertise in-house

Client wa*ing environment other trades working alongside us,

C{ient configuration changes during installation
Relationships with external interested parties

Perceptians/values of external interested parties

a

a

a

I

a

a

a

a

t
a

a

a

a

I

SUMANG& SR.
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t Key drivers and trends
. Wqrkforce culture within the sector and country
t Externolinspectians/audits
t Competitars ceoses trading
t Availobility af raw materials
o Power cuts in cauntries
: Availobility of external providers - machinery maintenance etc

CWD shall monitor and review information about these external and internal issues.

Process Affected:

Top Management
Human Resaurce
Ma*eting und Business Devetopment
Purchasing
Supporting Dacuments

4.2 Understandingthe needs and expectations of interested parties

Due to their effect or potential effect on the CWD's ability to consistently provide products and services

that meet customer and applicable statutory and regulatory requirements, CWD shall determine:

a. the interested parties that are relevant to the quality management system;

b. the requirernents of these interested parties that are relevant to the quality management
system.

CltrD shall monitor and review information about these interested parties and their relevant
requirements.

The externalcontext's micro-environment consists of the organization's immediate operations and how
they affect its performance and decision-maklng. These factors have a direct impact on the success of,

the organization. lt is impoftant to have a full analysis of the micro*environment before movingto
stratery development. Here are some of the micro-environmental context factors.

Customers:
Organizations must attrast and retain customers by offering products services that meet their
needs along with providing excellent customer service.

Employees:
There must be availability of people with the motivation to remain as contributing mernbers of
the organization and develop the skills necessary to provide a competitive edge.

Suppliers:
Suppliers provide organizations with the resources they need to carry out their activities. lf a

supplier provides bad service, this affects the way the organization operates. Close supplier
relationships are an effective way to remain competitive and secure the resources needed

lnvestors:
All organizations require investment to grow' They may borrow money from a bank or from a
Government Financing lnstitution to invest in their proposed work projects. Relationships with
investors need to be managed carefully as problems can detrimentally affect the long-terrn
success of the organization

jedzlQM a0L quality manuol
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o Media:

Positive media attention can bring success to the organization by maintaining its reputation
strength. Managingthe media (including the presence in social mediai is a challenge.

Competitors: Members of the organization need to have a sense of belongingness.

Competitor analysis and monltoring is crucial if an organization is to maintain or improve its
position in the competitive landscape of the community. The organization must always be

aware of its competitor/s activities. The landscape can change quickly.

RELEVANT I NTERESTED PARTI ES:

4.3 Determining the scope of quality management system

The organization shall determine the boundaries and applicability of the quality management system
to establish its scope.

When determining this scope, the company shall consider:

a. the external and internal issues referred to in 4.1;

b. the requirements of relevant interested parties referred tain 4.2;

c. the products and services ofthe company.

CWD shall apply all the requirements of this international Standard if they are applicable within the
determined scope of its quality management system.

RETEVANT INTERESTED PARTV INTERNAI. OR EXTERNAL REASON FOR INTEREST

Customers External Direct Recipient of our Product and
Services

Employees lnternal Responsible for realization of our
products

Ind-Users External Our products will be utilized by the
public

Suppliers External Provide supporting Services or raw
materials

Regu lators {Governmenti Externa I Dictate controlling regulations that
impact on the management system
and our products

Public Externa I Failure of our products could impact
on public safety

Certifying Body Ixternal Assess conformity of the company
against ISO 9001 and so must be kept
notified of chanses to the QMS

Competitors External Provide challenges to our ability to
provide products and services to the
customers

Management System
Consultant

External Provide information on ISO 9001 and

must be kept notified of changes to
QMS du ring application/maintenance
for ISO ceft ificationlaccred itation.

]edz/QM AO7 quality manuol
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The scope of CWD's quality management system shall be available and be maintained as documented
information. The scope shall state the types of products and services covered, and have justification

for any requirement of the lnternational Standard that CWD determines not applicable to the scope

of its quality management system.

Conformitytothe lnternational Standard mayonly be claimed if the requirements determined as not
being applicable do not affect the company's ability or responsibility to ensure the conformity of its
products and services and the enhancement of customer satisfaction.

4.4 Quality manag€ment system and its processes

To meet the requirements of our company's QMS, the following quality activities shall be established,
implemented and communicated accordingly:

- Setting of Quality Policy
- Setting of Quality Objectives and Targets
- Clarification and awareness of the set company quality standards
- Documentation to control, implement and maintain Organization's procedures

- ldentification of statutory and regulatory requirements
- Relevant training of personnel

- ldentification, preparation and rnaintenance of quality records
- Review and update when there are any changes of the Quality Management System.

- lmprovement of the Quality Management System.

Our Management Review Process {CWD-TM-003), Control of Documented lnformation (CWD-DCC-001"}

and lnternal Quality Audit Process {CWD-IQA-001) shall ensure the integrity of our QMS.

4.4.1 OffD shall establish, implement, maintain and continually improve a quality management
system, including the processes needed and their interactions, in accordance with the
requirements sf this lnternational Standard.

CWD shall determine the processes needed for the quality management system and their
application throughout the organization, and shall:

a. determine the inputs required and the outputs expected from these processes;

b. determine the sequence and interaction ofthese processes;

c. determine and applythe criteria and methods (including monitoring measurements and

related performance indicators) needed to ensure the effective operation and control of
these processes;

d. determine the resources needed forthese processes and ensure their availability;
e. assign the responsibilitieq and authorities for these processes;

f. address the risk and opportunities as determined in accordance with the requirements of
6.1;

g. evaluate these processes and implement any changes needed to ensure that these
processes achieve their intended results;

h. improve the processes and the quality management system.

4.4.2 To the extent necessary the organization shall:

a. maintain documented information to support the operation of its processes;

b. retain documented information to have confidence that the processes are being carried out as

planned.

5 LEADERSHIP

JedzlQM oo1 quolity monuol
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5.1 Leadership and Commitment
5.1.1 General

Top management shall demonstrate leadership and commitment with respect to the quality
management system by:

a. taking accountability forthe effectiveness of the quality management system;
b. ensuring that the quality policy and quality objectives are estabiished for the quality

rnanagement system and are compatible with the context and strategic direction of the
organization;

c. ensuring the integration of the quality management system requirements into the
organ izations business processes;

d. promotingthe use ofthe process approach and risk-based thinking;
e. ensuring that the resources needed for the quality management system are available;
f. cr:mmunicating the importance of effective quality management and of conforming to the

quality management system requirements;
g. ensuring that the quality management system achieves its intended results;
h. engaglng, directing and supporting persons to contribute to the effectiveness ofthe quality

management system;
i. promotingimprovement;
j. supporting other relevant management roles to demonstrate their leadership as it applies

to their areas of responsibility.

5. 1.2 Customer Satisfaction

Top management shall demonstrate leadership and commitment with respect to customer focus
by ensuring that:

a. customer and applicable statutory and regulatory requlrements are determined,
understood and consistently met;

c.

the risks and opportunities that can affect conformity of products and services and the
ability to enhance customer satisfaction are determined and addressed;

the focus on enhancing customer satisfaction is maintained.

5.2 POLTCY

5.2.1 Quality Policy

QUALITV FOLICY

The Calamba Water District is committed to quality by providing a water microbiological testing
for a safe drinking water with the objectives to meet the needs of our customer at all times.
Accordirrgly, the management of Calamba Water District is committed to satisfy the applicahle
requirements by ensuring the commitrnent to continual improvement of the quality
management system.

General Manager shall establish, implement and malntain a quality policy that:
a. is appropriate to the purpose and context of the organization and supports its strategic

direction;
b. provides a framework for setting quality objectives;
c. includes a commitment to satisfy applicable requirernents;
d. includes a commitment to continual improvement of the quality management system.

b.
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5.2.2 Communicating the quality policy

The quality policy shall:
a. be available and be maintained as documented information;
b. be communicated, understood and applied within the organization;
c. be available to relevant interested parties, as appropr[ate.

The CWD aims the following:

To communicate to staff the laboratory's quality policy and quality objectives, to make

the staff familiar with the processes used to achieve compliance with quality

requirements
To inform the Calamba Water District Laboratoq/s external partners about its quality
poliry as well its implemented measures of compliance with quality.

5.3 ORGANIZATIONAL ROLES, RESPONSIBILITIES, AND AUTHORITIES

The Organizational Structure is shown in Appendix C.

The organizational chart of CWD shows the Board of Directors on the toprnost poffion of the
organization as they are the policy maker. A Board of Director position is considered as inorganic
position as they are being appointed by the City Mayor with a specific term of seryice. The CWD

Board of Directors is headed by the Chairman of the Board.

The General Manager (GM) holds the upper organic position of CWD and is being referred as well as

the head ofthe agency. The GM shall generate the Company's Organirational Structure and define
respective responsibilities and accountabilities of its personnel.

The GM is responsible for directing and leading the organization to ensure an effective and efficient
operation leading to customer satisfaction and realization of its mandated contributions to the
overall goals of CWD. The GM supported by the CWD Management are held accountable for the
formulation and execution of current, short and long-range plans, objectives, implementation of the
CWD functional programs, development and implementation of the Organization's business plans

and policies, and the establishment of controls for efficient operation. The GM leads the
Management Team who are committed to ensure effective implementation and continual
improvement of the approved established QMS.
The respective Department/Section Heads has the overall responsibility for carrying out the
functions of hislher Department / Section. Department / Section responsibilities and authorities
are defined in this manual and respective individual responsibility and authonties, are also

indicated in the respective Job Description and are communicated with the concerned

organization's personnel. Department f Sections' functions /responsibilities / authorities are as

follows:

A. Commercial Department

The department is responsible in the marketing of CWD Services. Additional connections aside from
the individual application are made possible through inclusion of projected areas for expansion in
the corporate budget and by turn over of water system.

B. Documents & Records Control Center:
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Responsible for the upkeep and control of all lnternal and External Generated Records and

Documents, Printing of related project documents. Control and Custodian of eligibility documents
paraphernalia awarded and unawarded projects and control of externally and internalfy generated

documents related to the CWD Quality Management System including Regulatory and Statutary
Req uirernent Docu ments.

C. Human Resource Development (Admin - HRD):

The HBD provides support services related to compliance with statutory requirements, organization
developmen! management developrnent, recruitment, selection & placement, performance
appraisai of personnel, competency development, succession management, job evaluation,
recognition & rewards, employee relations, compensation & benefit, safety & health and employee
communications that will enable it to operate effectively and efficiently.
Coordinates with respective Departments / Section Heads in relation to Training Progra ms and Plans

of regular, contractual, On-the-job trainee, detailed (per project type employee) to improve
efficiency and effectiveness in the performance of their function / assignment, needed by its
concerned departments or section s.

D. Administrative Service Division { Admin - ASDi:

The ASD develops, maintains, implements and controls a procurement system to ensure availability
and continuous supply of materials and other outsource service providers on time in compliance
with the specifications provided by the Customers and in accordance with R.A. 9184 {Procurement
Act), at reasonable prices and at best quality in accordance with the CWD approved BOQ based on

customer's project specifications requirements lt also establishes strategic partnerships with
suppliers and outsource service providers through the accreditation and registration & regular
evaluation of its performance.

The General Manager {GM) shall ensure that the responsibilities and authorities for relevant roles

are asslgned, communicated and understood within the company.

The GM shall assign the responsibility and authority for:
a. ensuring that the quality management system conforms to the requirements of this

International Standard;
b. ensuring that the processes are delivering their intended outputs;
e. reportingon the performance of the quality management system and on oppoftunities for

improvement {see 10.L), in particulartotop management;
d. ensuring the promotion of customer focus throughout the organization;
e. ensurlng that the integrity of the quality management system is maintained when changes

to the quality management system are planned and implemented.

6 PLANNING

6.1 Actions to address risks and opportunities

One ofthe key purposes of a quality management system is to act as a preventive tool. The concept

of preventive action is expressed through the use of risk-based thinking in formulating quality
management systern requirements allowing the iaboratory to anticipate nonconforming events in its
activities.

/.- t L (l;0,"*-
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6.X.1 When planning for the quality management systern, CWD shall consider the issues

referred to in 4.1 and the requirements referred to in 4.2 and determine risks and opportunities
that need to be addressed to:

a. give assurance that the quality management system can achieve its intended result(s);

b. enhance desirable effects:
c. prevent, or reduce, undesired effects;
d. achieveimprovement.

5.1.2 CWD shall plan:

a. actions to address these risks and opportunities;
b. howto:

L. integrate and implement the actions into its quality management system processes

(see 4.4);
2. evaluate the effectiveness ofthese actions.

Actions taken to address risks and opportunities shall be proportionate to the potential impact

on the cenformity of products and services.
NOTE 1 Options to address risk can include avoiding risl! taking risk in order to pursue an

oppcrtunity, eliminating the risk source, changing the likelihood or consequences, sharing the
risk, or retaining risk by informed decision.
NOTE 2 Opportunities can lead to the adoption of new practices. launching new products,

opening new markets, addressing new customers, building partnerships, using new technology
and other desirable and viable possibilities to address the organization's or its customeds needs.

6.2 Quality objectives and planning to achieve them

The objective of the water microbiology testing laboratory is to produce high quality results that are

accurate, reliable, and timely in conformance to quality standards as prescribed in the 2007 Philippine
National Standard for Drinking Water

5.2.1 CWD shall establish quality obiectives at relevant functions, levels and processes needed
for the quality management s,yst€m.

The company's quality objectives shall be set by the 6M assisted by the Management Team with

strsngsupportof respective DepartmentslSection Headsattheearlystartof theyearand shall

be aligned to the Organization's mandate and consistent with the Quality Policy, Vision, Mission

and Core Values respectively.

The set of specific, measurabla achievable, realistic and time-bounded business and quality
objectives shall be revised accordingly per the direction of Arganizatian's top management.

Monitoring the achievement of quality objectives (Targets versus Actual Performance) shall be

reviewed during Management Reyiew meeting as stated in the Managernent Review Procedure

The quality objectives shall:
a. be consistent with the quality policy;

b. be measurable;
c. take into account applicable requirements;
d. be relevant to conformity of products and services and to enhancement of customer

satisfaction;
be monitored;
be communicated;
be updated as appropriate.

e.

f.
o

tedzlQM 00L quality manuat
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CWD shall maintain documented information on the quality objectives.

5.2.2 When planning how to achieve its quality objectives, CWD shall determine:
a. what will be done;
b. what resources will be required;
c. who willbe responsible;
d. when it will be completed;
e. how the results will be evaluated.

5,3 Planning of changes

\{lhen CWD determines the need for changes to the quality management system, the changes shall

be carried out in a planned manner {see 4.4}

(WD shall consider:
a. the purpose ofthe changes and their potential consequences;
b. the integrity of the quality management system;
c. the availability of resources;
d. the allocation or reallocation of responsibilities and authorities.

7 SUPPORT

7.1 Resources

7.1.1 General

PISNNING & RESOURCE MANAGEMENT

Each department shall make annual projection of budget for respective operation. C\llID

Appropriations are rnade for training, manpower, and other necessities in fulfilling the commitment
of the Management to quaiity, productivity, and improvement.

-ach department sets targets for the whole year and reviews the performance of the section whether
or not said targets are met at the end ofthe year.

CWD establishes rnanagement programs and activities to achieve the set objective and target.
Resources, responsibility, time frame and status are identified for the purpose of monitoring
measurement and evaluation. The Objective Target Programs and its activities are communicated to
concerned sections and employees for implementation and being revised or updated whenever
necessary.

Communication processes are established to ensure that identified programs and activities are

cascaded and implemented to all departments of the company. These departments shall find and
recommend improvement points where quality, issues are highly considered and applicable
requiremefits are fully complied upon.

Appropriated resources are a commitment of the General Manager for the implementation and
fulfillment of the said programs and activities.

Projections and resources are discussed during Management Review.

Jedz/QM 0A1 quality manual
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The CWD Management Team and Support Group. shall ensure that the resources needed to
implement, maintain and improve the effectiveness of the QMS and meet customer requirements are
identified, provided and adequate, including provision of trained personnel, provision of appropriate
tools and equipment.

Facilities, suppc!-t services and to provide a healthy and safe working environment.

The resources are identified during the budget planning and during Management Review represented
by respective CWD departments.

Human Resources
General
The HRD and CWD Management are responsible for hiring and setting the competence criteria on the
basis of appropriate education, training, skills, and experience as guided by the Civil Service
Commission's Qualification Standa rds.

The employees are supported with further training and education to enhance their skills and
competencies and achieve each individual's full potential.

CWD shall determine and provide the resources needed for the establishment, irnplementation,
maintenance and continual improvement of the quality management system.

The laboratory has an organizational structure and management system in place to satisfactorily
perform its technical functions and support services in accordance to customer needs.

Jedz/eM 001 quolity manuat
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The organization consists of a team of five shown in the organizational chart below:

Engr. Restituto B. Sumanga Sr.

Head ofLaboratory

Ma. Lourdes B. Rimas

Sr" Quality Assurance lnspector

Emmanuel M. Leus

Laboratory Technician A

Raymundo Ambrosio

Water Resources Facilities Tender
B

Responsibility:

Top Management - ensures the allocatlon of budget and resources.
Accounting- prepares cash flow projection for approval ofthe Top Management.

ClillD shall determine and provide the resources needed for the establishment, implementation,
maintenance and continual improvement of the quality management system.

CWD shall consider:

a. the capabilities of, and constraints on, existing internal resources;
b. what needs to be obtained from external providers.

7.1.2 People

MANPOIIVER PROVISION POLICY

Ethel O. Paderes

Laboratory Analyst

Approved by:

General
Jedz/QM 001 quatity msnuol



CALAMBA WATER DISTRICT
TITLE: QUALITY MANAGEMENT SYSTEM MANUAL

Doc. No. cwD-eM -oor i nrvtsroN NCI. oo I rrrrcrVE DATE: Dec. 28, 2016 Page 19 of44

The Human Resource Department has defined and established policies, systems and documenterl
information for effective manpower recruitment, selection and hiring of personnel for various
positlons in the company. Job descriptions have been defined for each position as basis or guidef ines

in qualifying and disqualifuing job applicants.

Recruitment is strategically scheduled based on manpower requirement against operations schedule

and/or defined and required needs only. Provision of manpower iE based on the targeted scheduie

required by the requisitioning department. Applicants are screened as guided by CWD Board

Resolution No. L7 Series of 2015.
These candidates are given hands-on training for a period as established bythe training requirement
of the requisitioning section and the applied positicn that only high-skilled and competent personnel

are selected.

Trainingisanimportantcomponentofagoodmanagementsystem. Theobjectiveofsafetytraining
is to equip employees at all levels with the knowledge, skillE and attitude, which would enable them
to perform their duties in a safe and efficient manner.
The company believes that personnel competency is highly dependent to continuous provision of
education, training and awareness. Documented information is established for training analysis

backed by procedure for performance appraisal to uncover each employee's strength and

weaknesses. Based on the results, a training plan is made and the HR Head shall see to it that proper

and required trainings are done and the attendance of required personnel is met. Periodic cenduct
of trainings and seminars needed by the ernployees is ensured, e.g. conduct the awareness and give

examinations as proof that they attended and understood the training. Said awareness program shall

cover newly hired and/or existing employees. Administration/HR shall ensure that trainers are
provided either internal or external to discuss new information pertain ing to quality matters from the
top management to the employees.

Records of these shall be maintained for review and future retrievals.

Per{ormance appraisal also serves as a basis for personnel movements, such as but not limited to
regularization, promotion, benefit entitlement, employment continuance, change of employment
status, transfer and candidacy for a more extensive employment.

Responsibility:
HR/Admin Head - manages manpower and training provision as well as conducting scheduled
performance appralsals to ensu re that only h igh-skilled person nel are tasked to do their specific jobs.

7.1.3 lnfrastructure

The organization shalldetermine, provide and maintain the infrastructure necessary forthe operatioa
of its processes and to achieve conformity of products and services.

NOTE: lnfrastructure can include:

a. buildings and associated utilities;

b. equipment, including hardware and software;

c. transportation resources;

t Manaser C
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d. information and communication technology.

Equipment is maintained, inspected, and cleaned according to the written Equipment Check
Procedures. Any defective ltem of equipment ls cleariy marked and taken out of service untif it has

been shown to pedorm satisfactorily.

Equipment Records include:
r Name of equipment
r Manufacturer, identification serial number
. Copy of manufacturer's instruction manual
r Calibrationactivities
r Preventative maintenance and calibration schedule
r Equipment history {repairs and replacement of parts)

Commissioning of new equipment
Before routine use, new equipment
collaboration with the supplier and
performance standards.

is subjected to fuli evaluation by the Head of laboratory in

instruction manual to ensure compliance with appropriate

7.1.4 Environment for the operation of processes

The CWD management team and technical support group in coordination with the Department Heads

or Department Managers/Section supervisors have the overall responsibility of creating a healthy
work environment by identifying, implementing and maintaining effective employee interaction
programs designed to motivate, satisfy and enhance the organization's pedormance.

Work environment shall include but not limited to work methods and opportunities for gror,r,,th,

services and employees'safety, social interaction and other human and physical factors.

The head of each process shall ensure a work environment needed to achieve conformity of service
requirements.

CWD shall determine, provide and maintain the environment necessary for the operation of its
processes and tc achieve conformity of products and services.

The laboratory is provided with sufficient space and reliable infrastructure to perform its work, to
ensure the quality, safety, and efficacy of the services provided, and to meet the national safety
regulations. ( Annex 1 CWD Laboratory Layout )

Facilities

The laboratory is divided into two (2) working areas with specific use" The officelreception serves as

receiving corner for water sampies while the laboratory is the working area.

Security
Access to the laboratory is restricted to authorized personnel only. Visitors must be warned of any
hazards relating to work in progress. Any conditions of entry e.g. wearing of laboratory gown should
be posted and enforced. The laboratory is kept locked outside normal working hours.

Working environment

The laboratory is kept neat, clean, and free from materials not pertinent to work.

Approved

ENGR. RES
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r Work surfaces must be decontaminated after any spill of potentially dangerous
material.

Waste Disposal
Waste is segregated and disposed in a manner that does not adversely affect the environment.

House keeping

Cleanliness must be of high standards at alltimes, for reasons of safety as well as for quality of result*
The Laboratory is to be cleaned daily and activities are monitored using the "Cleaning Checklisf.

HOTE: A suitable environment can be a combination of human and physical factors, such as:

a. social {e.g. nondiscriminatory, calm, non-confrontational};
b. psychological (e.g. stress-reducing, burnout prevention, emotionally protective);
c. physical {e.9. temperature, heat, humidity, light, airflow, hygiene, noise}.

These factors can differ substantially depending on the products and services provided.

7.1.5 Monitoring and measuring reiources

7.t.5.1General

CWD shall determine and provide the resources needed to ensure valid and reliable results when
monitoring or measuring is used to verifli the conformity of products and services to requirements.

CWD shall ensure that the resources provided:
a. are suitable for the specific type of monitoring and measurement activities being

undertaken;
b. are maintained to ensu re continuing fitness for their pu rpose.

CWD shall retain appropriate documented information as evidence of fitness for purpose of the
monitoring and measurement resources.

Calibration work are outsourced to accredited calibration laboratories. Relevant calibrati*n
certificates are provided by the accredited laboratory. All units are traceable to Sl units. Prior to
commissioning all measuring equipment is uniquely identified, calibrated and serviced by the
assigned suppliers. Thereafter it is calibrated and rnaintained according to the calibration schedule.

7. 1.6 Organizational knowledge

CWD shall determine the knowledge necessary for the operation of its processes and to achieve

conformity of products and services.

Requirements regarding organizational knowledge were introduced forthe purpose of;
a. safeguarding the organizaticn from loss of knowledge, e.g.

- throughstaffturnover;
- failure to capture and share information;

b. encouraging the organization to acquire knowledgg e.g.

- learning from experience;
- mentoring;
- benchmarking
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This knowledge shall be maintained and be made available to the extent necessary.

When addressing changing needs and trends, the organization shall consider its current knowledge

and determine how to acqulre or access any necessary additional knowledge and required updates.

NOTE 1 Organizational knowledge is knowledge specific to the organization; it is generally gained by

experience. lt is information that is used and shared to achieve the organizations objectives.
NOTE 2 Organizational knowledge can be based on:

a. internal sources (e.g. intellectual property; knowledge gained from experience; lessons

learned from failures and successful projects; capturing and sharing undocument*d
knowledge and experience; the results of improvements in processes, products a*d
services];

b. external sources {e.g. standards; academia; conferences; gathering knowledge frorn
customers or external providers).

7.2 Competence

The CWD Management asguided bythe Qualification Standard Manual prescribed bythe Civil Service

Commission shall determine the appropriate education, experience, training, skills and all required
competencies for each work assignment necessary to carry out our QMS.

The competence of potential employee shall be evaluated during the screening process and

subsequently by their lndividual Ferformance Commitment Review conducted semi-annually.

The HRD Personnel Section shall be responsible for administering all Employee Programs including
but not lirnited to hiring and recruitment, competency development, performance management and

rewards and recognition system.

All training and competency development needs of employees shall be identified by the
Department/Section Heads and shall be coordinated with HRD Personnel Section. Appropriate
tiaining requirements shall be identified, reviewed and administered and its effectiveness shall be

assessed.

Training can be in-house or external as needed. Training records shall be kept in the employee's
records by the HRD Personnel Section. Training records shall include training attendance or Training
Certificates.

CWD shall:
a. determine the necessary competence of person{s} doing work under its control that affects

the performance and effectiveness of the quality management system;
b. ensure that these persons are competent on the basis of appropriate education, training or

experience;
c. where applicable, take actions to acquire necessary competence, and evaluate the

effectiveness of the actions taken;
d. retain appropriated documented information as evidence of competence.

NOTE: Applicable actions can include, for example, the provision of training to, the mentoring of, or
the assignment of the currently employed persons; the hiring or contracting of competent persons.

ed by:
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7,3 Awareness

The importance of the quality policy and the respective departmental business and quality objectives
shall be presented, communicated and reviewed to all the employees of the Organization. This is to
ensure understanding of their responsibilities and awareness of the relevance of their contribution to
the attainment of the Organization's objectives and targets.

CWD shall ensure that persons doing work in the organization's control are aware of:
a. the quality policy;
b. relevant quality objectives;
c. their contribution to the effectiveness of the quality management system, including the

benefits of improved performance;
d. the implications of not conforming with the quality management system requirements.

7.4 Communication

Communication Process is established to cascade directives and resolutions of the Board and

memorandums of the Management to ensure that the system is implemented effectively.
Appropriate system for consultation pertaining to the organizational and employee relations is being
made through established documented information. Processes of which are recorded as evidence of
fulfillment, compliance and commitment to continual improvement.

lnternal Cornmunication

Monthly meetings are held forall personnel in the laboratory. During the meetings:
r All activities of the month are reviewed and activities to be performed are defined
r All information on general organization, actions and projects is communicated

Minutes are taken of meeting discussions, followed by a written report

a. Various mediums shall be used for communicating effectiveness of the QMS within the
Organization. Communication can be in the form of meetings, training workhops, bultetin
boards, and any other form of communication for dissemination.

b. All department heads, divisions, supervisors and officers are responsible for establishing
internal communication as needed, observing proper protocols

CWD shall determine the internal and external communications relevant to the quality management
system, including:

a. on what it will communicate;
b. when to communicate;
c. with whom to communicate;
d. how to communicate;
e. who communicates.

7.3 Documented information

CONTROL OF DOCUMENTED INFORMATION

Docurnented information pertaining to the company's management system are maintained and
controlled te ensure the effective implementation of such. Documented information is established so

RecgqrmenqAfd bv:
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that internal and externat documents are properly controiled, kept and filed in conformance with the
requirement of lS0 9001:2015 standards

The Quality Management System Manual and documented information are carefufiy reviewed bythe
General Manager before issuance. ln the absence of the General Manager the Supervisorfieam
Leader may sign on his/her behalf.

However, when the General Manager is the originator and approving authority, review is made hy a
competent memberof the Company. The distribution iscontrolled and copies are provided onlyto
those areas of concern to ensure the effective implementation of the Quality Management Systern.

A Master List of lnterna/External Document is provided to identifu current revision status, effective
date and the location of the document and the authorized copy holder/s. The master list is regularly
revierared and updated by the Document Control Custodian. Documented lnformation is kept at
appropriate locations and hard copies of quality documented information are provided to prevent it
from any loss or damage. A form for distribution and retrieyal is provided as guide for easy monitoring
and retrieval. Master copies of all obsolete documents and records are identified and removed but
are kept for a given period for future references.

Documented information for revising controlled documents is established and properly made known
to all concerned. Revisions are subject for review and approval ofthe authorized personnel who have
access to relevant information upon whirh to base the said activity. Hand written changes duly signed
by the section head are allowed on controlled copies of work instructions provided that an immediate
implementatisn on the documented lnformation is required to prevent any damage or loss.

Handwritten changes on controlled copies of the Quality Management System documented
information, and Management Plan are not allowed. Documents approved of revision are issued to
the recipients of the pre-issued controlled documents and su perseded Master Copy of docu ments are
disposed of by shredding. ln case a new section,/department that was not included in the initial issue

of a controlled document but determined to have a controlled copy; a Request for Document
Reproduction shall be filed to DCC for the issuance. The originator of the said docurnent shall include
the new requesting section/department as additional copy holder of hislher documented
information. External documents such as government and international standards are also kept and
controlled.
For proper documents and records control of master copies, each is properly identified, collected,
indexed, and filed bythe DCC. These are made accessible and stored in labeled areas of the filing
cabinet or in computer files. Maintenancg control and disposal shall be done in accordance with the
esta blished procedu res.

Controlled copies that were previously distributed to concerned areas are checked annually to ensure
that the document is intact with the, recipient and is not physically deteriorated. Re-issuance is made
for documents that are not readable or it is physically deteriorated already. fuperseded rnaster copies
are removed and discarded by shredding after its retention period.

Control af Dacumented lnformation

RECORDS CONTROL POLICY

Control of documented information are established and maintained to ensure that Quality
Managernent System Records are identified, collected, indexed, filed, stored, maintained and
disposed properly.

Quality Management System Records are maintained to demonstrate conforrnance to specified
requirements and the effective operation of the Quality Management System

ledz/QM AU quality manual
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Handwritten changes are allowed on management records provided that the information or data
subject tc change is crossed-out and initialed by the person whq initiated the change,/s. Only the
originator of the document is authorired to make such revisions or amendments on records. When
agreed contractually, management records are made available for evaluation by the customer or its
representative for an agreed period.
All Quality Managernent System Records are legible and stored in such way that they are readity
retrierrable in facilities that provide a suitable environment to prevent damage or deterioration and
to prevent loss.

Responsibility:

DCC- is responsible for the operation {identification, collection, indexing, access, filing, storage
monitorin& maintenance and disposition) of the management system records.

7,5.1 General

CWD's quality management shall include:
a. documented information required by the lnternational Standard;
b. documented information determined by the company as being necessary for the

effectiveness of the quality managernent system.

NOTE: The extent of documented information for the quality management system can differ frorn
one to another due to:

a. the size of organization and its type of activities, processes, products and service.
b. the complexity of processes and their interactions;
c. the competence ofpersons.

7.5.2 Creating and updating

When creating, and updating documented information, the C\{ID shall ensure appropriate:
a. identification and description (e.g. title, date, author, or reference number);
b. format (e.g. language, software version, graphics) and media {e.g. paper, electronic};
c. review and approval for suitability and adequacy.

7.5.3 Control of documented information
7.5.3.1 Documented information required by the quality management s,ystem and by this

International Standard shall be controlled to ensure:

a. it is available and suitaple for use, where and when it is needed;
b. it is adequately protected (e.g. frorn loss of confidentiality, improper use or loss n

integrityi

7.5.?.2 For the control of documented information, CWD shall address the following activities,
as applicable:

distribution, access, retrieval and use;

storage and preservation, including preservation of legibilffi
control of changes {e.g, version control);
retention and d isposition.

a.

b.

C.

d.
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Documented information of external origin determined by the organizations to be necessary for
the planning and operation of the quality managernent system shall be identified as appropriate.
and be controlled.

Documented information retained as evidence of conformity shall be protected from unintended
alteratiqn.

Control of records includes the documentation and storage of laboratory data to ensure that
there is traceability of sample data frorn receptian, analysis and release of results.

Observations, data and calcu lations are recorded on Raw Data logbook at the time they are made,
in a legible manner.
All records are retained for a minimum of five years.

NOTE: Access can apply a decision regarding the permission to view the documented inforrnation
only, orthe permission and authority to view and change the documented information.
The organizaticn shall ensure that outsourced processes are controlled (see 8.4)

8 OPERATION

8.2 Requirements for Products and Services

8. 2.1 Customer communication

Custorner satisfaction and perception is assessed through pro-active survey given to the customer
and reactive feedback coming from the customer. ln cases of feedback, documented information
is implemented to promptly address custom€r concerns.

Any complaints or shortcomings are addressed appropriately to regain customer trust.
lnformation on complaints, mode of occurrence, or any problem encountered by the customer
including expectations on qualitn dependability and reliability is analyzed whenever possible.

Where Statutory and Regulatory requirements are changed, adequate information disseminatian
thru publication, press release, electronic mails, governniert websites, bulletin boards etc. shall
be undertaken by CWD.

The Custorner Service shall handle customer feedback including customer complaints in
coordination with the concerned departments. The Department Head shallendorse the complaint
to the relevant Departments/Units and foilow up for its actions using a CAR form.
Concessionaire/Customer shall be notified of the actions through correspondence within the
period of 15 days from the tirne that the complaint was received by the District. Also, a copy of
the CAR shall be provided to Internal Auditors for follow-up and closure.

Communication with customers shall include:
a) providing information relating to products and services;
b) handling inquiries, contracts or orders, including changes;

c) obtaining customer feedback relating to products and services, including customer
complaints;

d) handling or controlling customer property;
e) establishing specific requirements for contingency actions, when relevant.

For analytical request received from our customers, the laboratory ensures the following criterions
are met

Recgrnmen{pd by:

U/,!L-"*nF
PAuLryAi. sAMrAnio
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Requirements in test methsds are satisfactorily defined, documented, and understood.

Available resources to meet its requirement
Appropriate test method is selected to me€t custornet's requirement

lf amendment is to be made after the work has commenced, the customer will be informed of any
amendment made to their request. This review process may invotve the need to outsource to DOH

accredited laboratories.

8.2.2 Determining the requirements for products and services; when determining the
requirements for the product and services to be offered to customers, CWD shall ensure that:

a) the requirements for the products and services are defined, including:
1. any applicable statutory and regulatory requirements;
2. thcse considered necessary by the organization;

Legal and Other Applicable Requirement

CWD reviews all legal & other requirements with which the company subscribes to. This is carried out
with direct responsibility of the General Manager as assisted by the CWD Legal Counsel.

All requirements are maintained, controlled, disseminated and regularly updated whenever
necessary through the established documented information. Contacts with regulatory agencies are
initiated to ensure that updates and changesto requirements are known to the company and where
practicable implemented across products and processes.

The Business Process Map {BPM) {Appendix AJ attached to this manual identifies the processes

needed for the QMS and their application. It also shows the sequence and interaction of these
processes.

b. CWD can meet the claims for the products and services it offers.

Determination of Requirements related to the service

The LWUA extends financial aid and assist urban and rural water users through loans, trainings, and
ether forms of technical assistance. Thus, an autonomous Local Water District was formed,
independent of the local government, which took charge of the management and operation of the
local water utility as self-liquidating revenue and service-oriented organi?ation all docurnentary
requirements shall be reviewed carefully in order to ensure that:

- All documentary requirements are adequately defined, understood and explained

to the customer prior to acceptance of application.

a

a

a

General
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8.2.3 Review the reguirements for products and services

82.3.1 CWD shall ensure that it has the ability to meet the requirements for the products and
service to be offered to the custorners. $ffD shall conduct a review before committing to supply
products and services to the customer, to include:

a. requirements specified by the customer, including the requirements for delivery and post-

delivery activities;
b. requirements not stated by the customer, but necessary for the specified or untended use,

when known;
c. requirements specified by the organization;
d. statutory and regulatory requirements applicable to products and services;

e. contract or order requirements differing from those previously expressed.

CWD shall ensure that contract or order requirements differing from the previously defines are

resolved. The customefs requirements shall be confirmed by the organization before acceptance,

when the customer does not provide a documented statement of their requirements.

NOTE: ln some situations, xrch as internet sales, a formal revlew is impractical for each order:
lnstead, the review can cover relevant product information, such as catalogues.

8.2.3.2 CWD shall reta[n documented information, as applicable:

a. on the results of the revlew;
b. on any new requirements forthe products and services.

8.7..4 Changes to requirements for products and services.

CWD shall ensure that relevant documented [nformation is amended, and that relevant persons are

made aware of the changed requirements for the subject products and services.
a. design and development changes;
b. the results of reviews;
c. the authorization ofthe changes;
d. the actions taken to prevent adverse impacts.

8.4 Control of externally provided prooesses, prducts and servicss

Purchasing process

All supplies, materials and services purchased by CWD shall conform to its project specifications as

guided by RA 9184 (Government Procurement Reform Act) and other legal and regulatory provisions

regarding the procurement of goods and or/services and infrastructure.

Processes related to purchase of supplies, materials and services including planning acquisition and

verification are outlined in accordance with General Purchasing Procedure.
The Purchaslng personnel through Bids and Awards Committee is responsible for the evaluation,
selection and accreditation of suppliers for supplies and materials based on the set criteria to ensure

their abilityto supply the requirements of CWD for commonly used items to be supplied by CWD to
customer not available at the warehouse. Fsr purchasing of supplies and materials thru Shopping
Purchasing Head is also responsible for the disqualification of suppliers. Pgrchasing shall be

ledzleM oa7 quolity manuol
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responsible in updating the Suppliers' Accreditation List as outlined in the General Purchasing

Procedure.

Pu rchasing information

Official purchasing documents shall be initiated by ASD Procurernent under Administrative
Department and shall be approved by the GM. All Purchasing information are specified in the Abstract
of Canvass. The Purchasing Officer shall ensure the adequacy of purchasing information, as complete
services specifications and/or descriptions, including all other requirements pertaining to materials
related to final services, complementary services, as well as services as required by CWD prior to
communication to the supplier.

Any amendment to the purchasing document shall be reviewed and approved by authorized

personnel.

References:
(General Purchasing Procedu rei
R.A. 9184 {Government Procurement Reform Act)

8.4.1 General

CWD shall ensure that externally provided processes, products and services conform tc
requirements.
CWD shall determine the controls to be applied to externally provided processes, products and

services when:
a. products and services from external providers are intended for incorporation into the

organization's own products and services;
b. products and services a re provided directly to the customer[s] by external providers on behalf of

the organization;
c. a process, or part of process, is provided by an external provider as a result of decision by the

organization.

CWD shall determine and apply criteria for the evaluation, selection, monkoring of performance, and

re-evaluation of external providers, based on their ability to provide processes or products and

services in accordance with requirements. The organization shall retain documented informatfon of
these activities and any necessary action arising from the evaluations.

Subcontracting of samples may occur under any of the following circumstances:
r Test not performed routinely in the laboratory
r lnstrument breakdown or reagents not available
r Workloadrestrictions
r Clients request turnaround time cannot be met

l* the event that the sample(s) had arrived at the laboratory and the customer's request cannot be

met, customer shall be advised prior to subcontracting for their agreement to subcontrast to other
DOH accredited

8.4.2. Type and Extent of Control

The Laboratory ensures the uninterrupted
perform all quality laboratory functions. lt
for the product or servlce that needs to be

supply of consumables and / or seryices are available to
maintains a list of suppliers that meet the requirements
pu rchased.

Jedz/QM oil quolity manuol
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The laboratory has a procedure for ordering, receiving, documenting and storing all consumable

supplies.

The Administrative Department through Administrative Service Division Manager shall ensure

verification of purchased services priorto release in coordination with the Quality Control Division.

The inspection or other activities necessary to ensure that purchased services meet specified

purchase requirements are described in General Purchasing Procedure

Verificat ion/eva lu ation of pu rcha se services

The Finance Department together with the lnspection and Acceptance Committee and the end user

shatl ensure verification/evaluation of performance of purchased services prior to acceptance and
payment. The verificationfevaluation and other activities necessaryto ensure that purchased services

meet specified purchase requirements are described in General Purchasing Procedure.

CWD shall:
a. ensure that externally provided processes remain within the control of its quality

ma*agement system;

b. define both the controls that it intends to apply to an external provider and those it intends
to apply to the resulting output;

c. take into consideration:
1". the potential impact of the externally provided processe$, products and services on the

organization's ability to consistentiy meet customer and applicable statutory and

regu latory requirements;
2. the effectiveness of the controls applied by the external provider;

d. determine the verification, or other activities, necessary to ensure that the exlernally
provided processes, products and services meet requirements.

8.4.3 lnformation for External Providers

C$/D shall ensure the adequacy of requirements prior to their cornmunication to the external
provider.

CWD shall communicate to externalproviders its requirements for:
a) the processes, products and services to be provided;
b) the approval of:

1) products and services;
2) methods, processes and equipment;
3) the release of pJoducts and services;

c) competencg including any required qualification of persons,'

d) the external providers' interactions with the organization;
e) control and monitoring of the external provider's performance to be applied by

the organization;
f) verification or validation activities that the organization, or its customer, intends

to perform the external provide/s premises.

Jedz/QM 007 quality manual
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8.5 Production and Services Provisicn

8.5.1 Control of production and service provision

Planning of service realization

Qur QMS identifies, plans and documents processes needed for service realization. Service realization

starts with the planning of the required services. lt includes establishment of business and quality
objectives and related requirements for the services such as Organization's Regulatory and Statutory

Regulatory requirements, processes involved, documents {Quality Manual, Qualty/Process
Procedures, Work lnstructions and Forms) and resources needed to implement the Quality
Management System. lt also includes monitoring of performance (Quality and Cycle timei per

DepartmentlSection to check conformity to the CWD's established quality standards. lt extends to
requirements for processes and facilities (machines and equipment).

All records serving as proofs of conformity to services requirernents are kept in each Department.I
Unit where the processes involved in the services realization is cornpleted.

Control and validation of service provision CWDand itsTechnical Support Services ensuresthat all

the processes in service provision are carried outaccordingto define procedureswherein deficiencies
of previous process are checked and detected by its subsequent piocesses.

References: Quality Manual, Quality Procedures, General Procedures and supporting Work

lnstructions

CWD shall implement production and service provision under controlled conditions. Controlled

conditions shall lnclude, as applicable:
a. the availability of documented information that defines:

1) the characteristics of the products to be produced, the services to be provided, or the
activities to be performed;
2) the results to be achieved;

b. the availability and use of suitable monitoring and measuring resources;

c. the implantation of monitoring and measurement activities at appropriate stages to verify
that criteria for control of processes or outputs, and acceptance criteria for products and

service5 have been met;
d. the appointment of competent persons, including any required qualification;

e. the validation, and periodic revalidation, of the ability to achieve planned results of the
processes for production and service provision, where the resulting output cannot be

verified by subsequent moqitoring or measurement;
f. the implementation of actions to prevent human error,'

* the implementation of release, delivery and post-delivery activities.

The methods used in the Laboratory have been reviewed, validated and endorsed by the EAMC -

National Reference La borato ry.

List of Methods:
r Multiple Tube Fermentation Technique
. Heterotrophic Plate Count
o Chromogenic Substrate Test

The methods and techniques used in the Laboratory are described in the fandard Operating
Procedures. Anv chanses in the orocedure is documented and cascaded to the ,11 Laboratory Staff.

by: Approved by:

ENGR.
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Sampling

Water sampling is conducted in such a way that:
r The analytical results represent the actual sample composition
r The sample is protected from contamination

The Laboratory provides a written procedure for sample collection, handling, storage, transport and

disposal of water sample for microbiological examination.

Handling of Test and Calibration ltems

Sample Management

The Laboratory provides written instructions for sample collection and transpoft. The laboratory
provides appropriate sampling bottles. Sample transport follows the PNSDW transport guidelines.

Sample Reception
The Labsratory provides written acceptance and rejection criteria for test samples and thls is

discussed with the client. The iaboratory rejects samples that are not suitable for processing.

A unique registration number is assigned to each sample to be analyzed. All data is recorded in the
Request for Analysis form.

Assuring the Quality of Test Results

To monitor and demonstrate analytical results, quality control is in place. The components are:
r Participation in the inter-laboratory proficiency test (EQAS)

r Use of reference materials of knawn characteristics for recovery checks during the course of
routine analysis

. Regirlartesting of replicate samples handled by the same operator
r Equipment checks

The results are documented in the raw data logbookto create a permanent traceable record. lf the
results are not validated, analysis results will not be reported. Devlations are investigated and

corrected. Non-conformance report form is used to document the deviation.

Reporting Results

The analysis performed by the laboratory is reported in a comprehensive, accurate, clear, and

objective manner. All test reports include the following informatfon:
. Name and address of Laboratory
r Accreditation Number
: Title sf report
r Description of the test sample, date of collection and analysis
r Client's name and address
e Unique identification number
r Test Results with appr<lpriate units
. Name, Signature and position of the approved signatory

Jedz/QM 0Al quality manuat
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8"5.2 ldentificationandTraceability

CWD shall use suitable means to identify outputs when it is necessary to ensure the conformity of
products and services.

CWD shall identify the status of outputs with respect to monitoring and measurement requirements
throughout production and service provision.
CIIVD shali control the unique identification of the outputs when traceability is a requirement, and

shall retain the documented information necessary to enable traceability.

CWD shall use suitable means to identifu outputs when it is necessary to ensure the conformity of
products and services. CWD shall identify the status of outputs with respect to monitoring and

measurement requirements throughout production and service provision.
CWD shall cr:ntrol the unique identification of the outputs when traceability is a requirement, and

shall retain the documented information necessary to enable traceability.

Reference:

Laboratory Records

8.5.3 Property Belonging to Customers or External Providers

CWD shall fully exercise extra care of all customer property wh ile the same is under the CWD's control
or being used by the latter. CWD shall identify, verifi7, protect, safeguard and maintain customer
property for use as described in Control of Documented lnformation.

CWD shall exercise are with property belonging to customers or external providers while it is under
the organization's control or being used by the organization.

CWD shall identify, verify, protect and safeguard customers' or external providers' property provided
for use or incorporation into the production and seryices.

When the property of the customer or external provider is lost, damaged or otherwise found to be

unsuitable for use CWD shall repoft th is to the customer or external provider and retain documented
information on what on what has occurred.

NOTE; A custome/s or external providels property can include materials, components, tools and
equipment, premises, intellectual property and personal data.

8.5.4 Preservation

CWD shall preserve the outputs during production and service provision, to the extent necessary te
ensu re conformity to requ irements.

The CWD shall observe and comply with all applicable offices Regulatory & Statutory Requirements.

OHS, hygiene, work safety requirements, conducive work environment (55) to ensure delivery of good

services for customeds satisfaction.

All necessary certificationlaccreditation which are subject for renewal shall be controlled as per
Control of Docurnented I nformation.

NOTE: Preservation can include identification, handling, contamination control, packaging, storage,

transmission or transportation, and protection.

Recomme ed by:

A. SAMIANO
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8.5.5 Post-deliveryActivities

CWD shall meet requirements for post-delivery activities associated with the products and services.

in determining the extent of post-delivery activities that are required, the organization shall consider:

a. statutory and regulatory requirements;
b. the potential undesired consequences associated with its products and services;

c. the nature, use and intended lifetime of its product and services;

d. customerrequirements;
e. customer feedlrack.

NOTE: Post-delivery activities can include actions under warranty provisions, contractual obligations
such as maintenance services, and supplementary services such as recycling or final disposal.

8.5.6 Control of Changes

CWD shall review and control for production and service provision, to the extent necessary to ensure

continuing conformity with the requirements.

CWD shall retain documented informatian describing the results of the review of changes, the
person(si authorizing the change, and any necessary actions arising from the review.

8.5 Release of Products and Services

€WD shall implement planned arrangements, at appropriate stages, to verify that the product and

service requirements have been met.

The release of products and services to the customers shall not proceed until the planned

arrangements have been satisfactorily cornpleted, unless otherwise approved by relevant authority
and, as applicable, by the customer.

CWD shali retain documented infarmation on the release of products and services. The documented
information shall include:

a. evidence of conformity with the acceptance criteria;
b. traceability to the person{s) authorizing the release.

8.7 Control of Nonconforming Outputs

CWD ensures that product which does not conform to product requirements is identified and

controlled to prevent its unintended use or delivery. The controls and related responsibilities and

authorities for dealing with nonconforming product has been defined in a documented procedure.

Process Folders

Non-conforrnance is detected in between evaluation process or through customer complaints.
Physically, non-conforming services or applications found during the evaluation process shall be
properly identified, marked, segregated for notification of the deficiency orturn-overto be returned
to concerned Departments for correction and compliance.

The list of nonconforming services or applications shall be prepared by the respective division/section
evaluators, verified and approved by the respective Department 1 Section supervisors and be

forwarded / brought to the attention of the concerned departments for appropriate action per

Control of Non-conformance Procedure".

General

Recommefied by:r t/
U*b,',,i,t,'{

?AuqffryA. sAMrANo

Dep#r{ent Manaser C

Jedz/QM aH quality manual



CALAMBA WATER DISTRICT
TITLE: QUALIW MANAGEMENT SYSTEM MANUAL

DOC. NO. CWD-QM -001 I REV|S|ON NO. OO i rrreCIVE DATE: Dec. 28, 2016 Page 35 of 44

Contracts / Purchase Order (PO) & Job Order {JO)

Non-conformance detected during proof reading, review and signing or through customer
complalnts. Contracts printed/signed with errors shalf be properly identifred, marked
(void/cancelled) and segregated to prevent unintended use or release.

Re-verification is done after correction to check conformity to the approved category, classification,
dates.The list of non-conforming services shatl be prepared by the respective concerned technical
staff to be verified and approved by the respective Department Heads for proper disposition.
Disposition shall be done as per Control of Non-Conforrning Procedure" and Control of Docurnented
lnformation iCWD-DCC-001)

When non-conforming services is detected after delivery or use, CWD thru its authorized depailrnents
shall carry out the appropriate actions listed in the procedures. (Validation of complaints).

CWD shall take appropriate action based on the nature of the conformity and its effect on the
conformity of products and services. Th is shall also apply on the nonconforming products and services

detected after delivery ofthe products, during or afler the provisions ofservices.

CWD shall deal with nonconforming outputs in one or more the following ways:

a. correction;
b. segregation, containment, return ofsuspension ofprovision ofproducts and services;
c. informing the customer;
d. obtaining authorization for acceptance under concession.

Conformityto the requirements shall be verified when nonconforming outputs are corrected.

8,7,2 CWD shall retain documented information that:
a)

b)

c)

o.l

Performance Evaluation

d escribes the nonconformity;
describe the action taken;
describes any concession s obtained;
identifies the authority deciding the action in respect of the
nonconformity.

9.1

9.1.1

Monitoring, measurement analysis and evaluation

General

Customer Satisfaction

The Customer Service is responsible forthe receipt of Customer Complaints and shall coordinate its

action with appropriate resolution with the concerned Department/ Division / Section and feedback

the necessary actions to the concerned clients or customer with the Quality Control Division. Likewise,
the Customer Satisfaction Survey, using the Evaluation is available for customer's comments /
remarks, and suggestions. Summary Results of customer complaints and customer satisfaction
surveys shall be analyzed and presented during the Management Review by concerned departments
for appropriate Management Team decision and action with appropriate resolution to improve
CWD's services for custome/s satisfaction.

lnternal Audit

by:
,.--
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lnternal audit is a relevant toolto assess effective implementation of the QMS and identifu areas for
improvement. tt serves as a venue for employees involved in the process to evaluate their
performance and be part and contributor of the continual improvement of the system.

The internal audit is carried out based on the Annual lnternal Audit Plan which contains the audlt
criteria, scope, frequencl and methods that will be used or applied. The lnternal Audit Team in

coordination with the lnternal Lead Auditor shall be responsible for preparing this plan and initiating
the conduct of internal audit. lnternal audit shall be conducted for each process by trained, quatified

& certified internal auditors. lt shall cover allthe activities that are documented in the Organization's

Quality Management System. Furthermore, it shall be carried out by personnel independent of those
having direct responsibility for the activity being audited. The auditors shall discuss audit results with
the auditee and the auditee shall acknowledge and implement appropriate corrective action.
Corrective actions shall be verified by conducting follow-up audits. The internal audit results shall be

reviewed during the Management Review Meeting.

Reference: lnternal Audit Procedu re
15O19011:2011

Monitoring and measurement of processes and services

Processes are measured based on information and data collected, data on survey results {internaland
external), internal audit results, custorner feedbac( complaints, operational performance {set
Objectives) against targets, service effectiveness and efficiencies. The performance is monitored and

checked during the regular conduct of Management Review meetings.

CWD shall checkthe suitability of the Quality Management System (QMS) and identifu areasfor
improvement by reviewing the actual performance of Business Processes against set targets by using

trend charts and other Statistical Tools. Data on customer satisfaction survey results, internal audit
results, service on efficiencies and conformityto services requirements, supplier performance, as well
as trends of processes and opportunities for preventive action shall be collected, analyzed and
presented during Management Reviews together with corrective and preventive actions and

reco mmendations for improvement.

lach Department and Division Head shall quarterly evaluate operational performance againsi
targeted business and quality objectives and identifu areas for continual improvement.

CWD shall determine:
a. what needsto be monitored and measured;
b. the methods for monitoring measurement, analysis and evaluation needed to ensure

valid results; 
!,

c. when the monitoring and measuring shall be performed;
d. when the results for monitoring and measurement shall be analyzed and evaluated.

The organization shall evaluate the performance and the effectiveness ef the quality management
system.

The organization shall retain appropriate documented information as evidence of the results.

9.1.2 Customer Satisfaction

CWD shall monitor customefs perceptions of the degree to which their needs and ions harre

been fulfilled. CWD shall determine the methods for obtaining monitoring
informatir:n.

reviewing this
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Ciienfs satisfaction sur.rey / feedback are implemented. The questionnaire camprises cf several
questisfts based on score {L- 5}, where in "1" is equal to "unsatisfactory" while "5" is equal t+
"Excelient". The scores of the survey wiil b* reviewed during the Monthly Ir{eeting. Survey r*s*lts
having a score of < 2 will lead to implementation of corrective and preventative actions.

NOTE: Examples of monitoring customer perceptions can include customer surveys, customer
feedback on delivered products and services, meetings with customers, market share analysis,

compliments, warranty claims and dealer reports.

9.1.3 Analysis and Evaluation

CWD shall analyze and evaluate appropriate data and information arising from monitoring and

measurement-
The results of analysis shall be used to evaluate:

a. conformity of products and services;

b. the degree of customer satisfaction;
c. the performance and effectiveness of the quality management system;

d. if planning has been implemented effectively;
e" the effectiveness of actions taken to address risks and opportunities;
f. the performance of external providers;
g. the needs for improvements to the quality management system.

NOTE: Methods to analyze data can include statistical techniques.

9.2 lnternal Audits
Procedures are established to ensure that all elements, aspects, and components pertaining to the
quality management system are audited in order to determine whether the various elements withi*
ihe quality management system are effective in achieving stated objectives.

All audits are conducted by qualified, competent personnel. Annual Audit Plan and Audit Plans are
prepared to indicate the areas to be audited including the basis for such audit.

Audits are scheduled on the basis of the status and importance of activity being performed. Special

audits are performed if the need arises.

Areas and,/or activities which are subject for audit may include but not limited to the organizationai
structures, administrative and office equipment, material sources, workareas, product and services,

docu mentations and its safekeeping.

Audit findings and conclusions are submitted for corrective actions by appropriate personnel. The

report includes specific nonconformance found with possible reasons for such nonconformance.
Follow-up audits are conducted and not Iimited to verification of implementation and effectiveness
of corrective action taken on previous audit results.

The internal audit is scheduled around lune each year. The Head of Laboratory is responsible for
planning and organizing the audit. Any noncompliance will be registered as non-conformances and

dealt with through the non-conformance investigation system. The annual manag€ment review will
monitor the implementation and corrective actions taken.

During internal audits, information is gathered about:
r Prclcess and operating procedures

r Staff competence and training

General M
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r Equipment
r Environment
o Handling of samples
r Quality control and validation of results
e Recording and reporting practices

Responsibility:
General Manager appoints from among the managernent personnel, a Lead Auditor, with the
following qualifi cations:

> Experience in supervisory capacity

The Lead Auditor is responsible in assigning perscnnel to carry out the audit, in reviewing and

validating the audit findings. HelShe shall recommend to the General Manager who will perform the

Quality Management System Audit. They shall be responslble in carrying out the Audit Plan, in
assigning the personnel to carry out the audit in reviewing the findings and proposed corrective
actions, in preparing and submitting consolidated repoft to the Management Review, and in keeping

and maintaining records pertinent to the Quality Management Audits.

Auditors are responsible in conducting the audit in accordance with the audit plan and auditing
processes, and ensure that the findings are properly docu mented. Shall be responsible in conducting
the audit in accordance with the lnternal Audit Process, and shall see to it that the audit results and

findings are promptly and accurately recorded and documented. Auditors shall not conduct audits
where the activity to be aud ited is the direct responsibility of the auditors.

Qualifications of the Auditors required in the Quality Management System are:

9.2.1 CWD shall conduct internal audits at planned intervals to provide information on whether
the quality managernent system:

a. conforms to:
L. the companr/s own requirements for its quality management system;
2. the requirements of this International Standards;

b. is effectively implemented and maintained.

9.2.2 CWD shall:
a. plan, establish, implement and maintain an audit programme(s) including the

frequency, methods, responsibilitieq planning requirernents and reporting whirh
shall take into consideration the importance of the processes concerned,

changes affecting the organization, and the results of previous audits;
b. define the audit criteria and scope of each audit;
c. select auditors and conduct audits to ensure objectivity and the impartially of the

audits process;

d. ensure that the results of the audits are reported to relevant mgr{agement;

Reco by:
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e. take appropriate correction and corrective actions without undue delay;

f. retain documented information as evidence of the implementation of the audit
programme and the audit results.

NOTE: See ISO 19011 for guidance.

9.3 Management Review

MANAGEMENT RESPONSIBILIW & REVIEW

Top Management Committee Members need to review and evaluate the Quality Management
System to ensure that it continues to be suitable and effective.

fteviews consist of well-structured and comprehensive evaluation of the allocation of resources,

findings of audits, and the overall effectiveness of the system in achieving stated quality objectives,
review of training plan and consideration for updating the Quality Management System in reiation to
ehanges in quality, concepts, and other considerations.

Review on the effectiveness of the processes and system is done through periodic monitoring of the
set key performance indicators.

Continual improvement of the system is ensured by the implementation of the review and

improvement processes such as policy and objectives review, audits, risk register, corrective action,
and rnanagement review.

Findings, conclusions, and recommendations as a result of the review and evaluation are submitted
in documentary form for necessary action. Resolutions are made to affect the implementation of
required actions.

Records of Management Review are maintained.

Responsibility:
General Manager -Top Management
Top Management Committee shall compose of Department Managers and/or division heads.

The General Manager shall prepare the schedule and the agenda of the review, and see to itthat all

matters discussed are properly documented. He/she also shall ensure that all agreed proposals and

resolutions are accomplished within the agreed period with the effects of such actions monitored and
recorded-

9.3.1 General

Top Management Committee shall review the company's quality management system. at planned

intervalsto ensure its continuing suitability, adequacy, effectiveness and alignment with the strategic
direction of the organization.

The Head of Laboratory is responsible for coordinating management review. The management review
will include trends development in the laboratory activity, recent aud*s, customer feedbaclq,

complaints and non-compliances, results of P-Test and staffing requirements. The annual
management review ensures that the organization and the activities of the laboratory remain

appropriate and efficient.
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9.3.2 Management Review lnputs

The management review shall be planned and carried out taking lnto consideration:
a. the status of actions from previous management reviews;
b. changes in external and internal issues that are relevant to the quality management system;
c. information on the performance and effectiveness of the quality management system, including

trends in:
1. customer satisfaction and feedback from relevant interested parties;

2. the efient to which quality objectives have been met;
3. process performance and conformity of products and services;
4. nonconformities and corrective actions;
5. monitoring and measurement results;
6. audit results;
7. the performance of external providers

d" the adequacy of resources;
e. opportunities for improvement.

9.3.3 Management Review Outputs
The outputs of the management review shall include decisions and actions related to:

a. opportunities for improvement
b. any need for changes to the quality management system;
c. resource needs.

CWD shall retain docurnented information as evidence of the results of management results.

lO IMPROVEMENT

10.1 General

CWD shall determine and select opportunities for improvement and implement any necessary actions
to meet

Cu stomer req uirements a nd en hance customer satisfaction.
These shall include:
a. improving products and services to meet requirements as well as to address future needs and

expectations;
b. correcting, preventing or reducing undesired effects;
c. improvingthe performance and effectiveness of the quality management system.

NOTE: Example of improvement can include correction, corrective action, contlnual improvement,
brea k th rou gh chan ge, [n n ovation a pd re-organ ization.

10.2 Nonconformity and corrective actions

A thorough analysis of the problem, investigation for the possible causes! determining and verifying
the most probable cause, getting into and correcting the root causg and instituting the necessary
measures to prevent recurrence of the problem is done.

Forworkin progress, remedialactionsare instituted assoon as practicable in orderto llmittheextent
of trouble. ln addition, where necessary completed items stored for inventory are recalled. Recall

decisions are affected by consideration fnr product reliahility and customer satisfaction.

fvidence
relevant

of nonconformity merits corrective action to prevent recurrence of problem. The
personnel shall investigate the problem, determine its Root Cause ost Probable Causes

SUMANGA, SR.
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and identify suitable correctiv€ action ensuring no likelihood of recurrence. The implementation of
the corrective action shall be monitored, reviewed, and effectiveness checked. Records of results of
action are taken and CAR closed when corrective action is proven satisfactory. Status of corrective
action is part of the review input forthe Management Review

10.2.1 When a nonconformity occurs, including any arising from complaints, the organization
shalll

a. react to the conformity and, as applicable:
1. take action to control and correct iL

2. deal with the consequences;
b. evaluate the need for action to eliminate the case(s) of the nonconformity, in order that it does

not recur or occur elsewhere, by:

1,. reviewing and analyzing the nonconformity;
2. determining the causes of the nonconformity;
3. determining if similar nonconformities exist, or could potentially occur;

c. implement any action needed;

d. review the effectiveness of any corrective action taken;
e. update risk and opportunities determined during planning, if necessary;

f. make changes to the quality management system, if necessary.

Corrective action shall be appropriate to the effect of the nonconformities encountered.

l-he laboratory monitors customer complaints in order to identify any dissatisfaction from the
customers. All complaints will be brought to the attention of the Head of Laboratory. Complaints
(lnternal/Externat) received by the laboratory related to its activities are recorded on the tcmplaint
Tracking" form.

The Head of Laboratory will decide whether the action taken is adequate and ensure that the
complaint is praperiy dealt with, and the improvement is incorporated in the quality system.

llon-conforming refers to deviation identified which will cause significant implication in both
management and technical requirements.

Deviation can be identified from:
r Safety problems in the laboratory
r Poor proficiency program
r Calibrationactivities
r lnstrument problems
r Use of wrongtechniques, standards
. Customer complaints
r Internal/ExternalAuditnon-compliance

The Head of Laboratory is responsible for non-conforming work
authority to manage its resolution and to carry out action to:
r Hold analysis and the release of results
r Evaluate the significance of non-conforming work
r Take immediate corrective action
r Define the requirements to resume analysis

A Non-Conformance Report will be accomplished to document
and to prevent the same error be made again.

from the laboratory and hasthe

the proper action to correct the error

o
C
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All nonconforming events are recorded, tracked, identified and root cause analysis is performed.

Deviations can be identified from the following:
r Failed proficiency testing
. Customer complaints
r Failed QC samples
r Analytical procedure is not followed
e lnstrumentcalibration
r Test Report
. Noncompliance in internal/ external audits

Elements of corrective action can be comprised of:
r lnvestigation of probable / possible root causes
r Conclusion from investigation
r Planned corrective action
e lmplementation of corrective action plan
r Csnfirmation and monitoring of effectiveness of corrective action

10.2.2 CU|D shall retain documented information as evidence of:
a. the nature of nonconformities and any subsequent actions taken;
b. the results ofany corrective actions.

Continual improvement

CONTINUAL IMPROVEMENT PCILI CY

It is the policy of CWD to continually improve the effectiveness of the established Quality
Management System th rough :

continuing suitability;

performance and product conformity, audit results and customer satisfaction survey
and complaints;

causes of potential nonconformities

effectiveness of the quality management system.

The laboratory continuously improvbs the effectiveness of its quality management system and its
processes as stated in our quality policy and quality objectives.

Tools used to incorporate improvement [n management requirements can be evaluated through:
. Quality Folicy
r Quality Objectives
r Audit results
r Analysis of data
r Corrective actions
r Preventative actions
. Managernent Review
. Communication / Feedback

10.3
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CllllD continually improve the suitability, adequary and effectiveness of the quality management

system.

CWD shall consider the results of analysis and evaluation, and the outputs from management review,

to determine if there are needs or opportunities that shall be addressed as part of continual

improvement.

CWD's commitment for continual improvement is clearly stated in our Quality Policy. Opportunities
for improvement of the effectiveness of the QMS shall be identified from the management review

meetings, analysis of data and trends of operational performance against quality objectives, audit

results, customer feedback and survey results and monitoring and irnplernentation of corrective and

preventive actions.

The continual improvement plan shallgo through the PDCA cycle:

Plan - the Organization shall establish the Quality Policy, Business and

Quality Objectives
and Business Processes necessary to deliver results in accordance with

Statutory
and Regulatory requirements as well as Organization's policies and

customer
requirements.

Do - concerned personnel shall implement the estahlished the Quality
Management

Systems.

Check - The respective Department/Section shall monitor and measure their
processes

and progress ofthe actual attainment of objectives against set

targets. The achievement shall be presented in the conduct of
quarterly Management Review meeting.

CWD shall continually improve the suitabilitg adequacy and effectiveness of the quality

management system.

CWD shall considerthe results of analysis and evaluation, and the outputs frorn management review,
to determine if there are needs or opportunities that shall be addressed as part of continual
improvement.

Mission

a

a

Provide Assurance to the concessionaires that the water we deliver is safe, clean, and

potable

Provide high quality water equipment with shott turnaround time
Provide laboratory support for treatment system operators to improve treatrnent
process

Address residents' inquiries and complaints concerning their drinking water

Visian

Provide high quality state of the art equipment and apparatus to improve our water
t€siing
Continuously provide safe, clean, and potable water to our concessionaires
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a

a

Aim to be more vigilant to control and secure water quality

Maintain our water supply in accordance with the Philippine National Standards for
Drinking Water

Approved by: .)


